The authors of this text aimed to the possibility of determination of citizens' satisfaction with services provided by authorities at the municipal level in the Czech Republic. The analysis of current approaches used for the citizens' satisfaction determination was performed. Based on fund fact the authors proposed the application of methodology used by companies, modified for the municipality purposes. The application and the verification of methodologic proposal were performed in the town of Pardubice in the year 2014. The questionnaire research was used for data collection.
Introduction
Currently, cities and regions are trying to acquire feedback from their citizens/clients and, with their help, establish more suitable conditions Maria (2013) , increase quality, and thus maintain or improve citizen satisfaction. Mutual communication allows local authorities to become more effective, acquire support for strategic decisions, and engage citizens in public life, improving the region's competitiveness Fil´a et al. (2015) ; Rumpel (2011) .
It can be seen from the research of Poister and Streib (1999) , for example, that thousands of cities in the USA have already been participating in evaluating the performance of administrative bodies for several decades. It is also apparent that more than a third of municipalities in the USA with a population over 25,000 inhabitants use the results of these surveys as the foundation for their fiscal and political decisions. A research conducted in Slovakia shows that just under 60% of municipalities determine the satisfaction of their citizens using a survey and that town councilors are aware of the importance of such surveys even in municipalities where a survey has not yet been conducted Fil´a et al. (2015) . In the nonprofit sphere, it is not only municipalities that use marketing tools in the form of a survey Freter (1989) ; Šatera and Brodský (2014) ; James (2009) .
This text monitors the external communication of authorities. It aims to choose and verify the suitable tool for getting the feedback on the public satisfaction, useful by the municipal offices. This need is continually becoming more topical in the countries of Central and Eastern Europe Maria (2013) ; Fil´a et al. (2015) . Therefore, this paper is concerned with first mapping existing ways of determining satisfaction with the quality of services provided to citizens/clients by government agencies at the level of municipalities or regions in the Czech Republic. Subsequently, it proposes appropriate methods for facilitating similar surveys by local municipalities and verifies them on a specific survey that was conducted. It also points to the advantages and prospects resulting from regular use of this tool, i.e. the citizen satisfaction survey. It emphasizes the importance of presenting the results of such a survey in an appropriate way to ensure mutual communication and increase citizen involvement. In conclusion, the authors propose prospects for further investigation.
Formulation of the problems
The need to investigate the customer's position as well as their satisfaction and loyalty increases as competition increases. Satisfaction and loyalty are often influenced by the expectations and subsequently perceived quality of the given services Morgeson (2013) , but there is not always an easy way of estimating their mutual influence. For example, it would be possible to assume that there is a direct relationship between satisfaction and loyalty. However, this was not the result of empirical studies on the degree of satisfaction with local governments (Norway). A positive correlation was confirmed only between the government's reputation and loyalty and satisfaction Andreassen (1994) . Despite this, it is important to search for a tool that facilitates monitoring citizen satisfaction as well as identifying causes of dissatisfaction and, simultaneously, ways to help remove these causes and begin increasing satisfaction. At the same time, it is necessary to apply the trend of using public resources economically, i.e. to increase satisfaction proportionally to the effect and costs.
One of the methods used was the SERVQUAL or GAP MODEL method, which was described by Parasuraman et al. (1985) . The method is based on determining the customer's expectations and comparing them with the actual perception of the services provided. Wisniewski and Donnelly (1996) and James (2011) rate this method positively; they characterize it as an adaptable diagnostics tool for measuring the quality of services by government managers. On the other hand, Orwig et al. (1997) found that the use of the SERVQUAL method was problematic for the public sector on account of its size. Van Ryzin (2006) assesses its difficulty of use in measuring the differences between expectations and reality in a similar way.
Another possibility is to use a means of measurement employing an index of satisfaction that is determined in advance. The Common Assessment Framework (CAF) is one of the platforms which can be used for systematic investigation of client satisfaction. This is a total quality management tool specifically developed for improving quality in the agencies and organizations of the public administration Štainer et al. (2008) . The European Common Indicators (ECI) is an initiative that is also devoted to researching satisfaction Jeníček and Foltýn (2010) . This initiative directs research on various aspects influencing satisfaction (e.g., the quality of the city environment, civic facilities, the accessibility of transportation, etc.). The mentioned approaches do not verify the satisfaction with the office work quality.
In the Czech Republic, it is currently possible to find municipalities that have conducted satisfaction research among citizens. In this aspect the used tool is the research on indicators of sustainable development at the local level. Its usage aims at, for example, satisfaction with the local community, the accessibility of civic facilities, citizen willingness to engage in decision-making, safety, etc.; it also makes it possible to include local indicators that examine the current problems of the given municipality. Since 2002 this project helps the municipalities to perform the "Team initiative for local sustainable development, reg. org." with support of the Ministry of the Environment of the Czech Republic Novák (2010).
Because of its wide thematic scope, it is not entirely possible to use this tool for a survey of citizen satisfaction with local government agencies. In addition to this support for municipalities, the Healthy Cities of the Czech Republic network is also very effective. Among other things, it is focused on supporting sustainable development at the local level; moreover, it does this with the active engagement of the public (under the name Agenda 21). In the Czech Republic, more narrowly focused research on citizens' satisfaction with government agencies has also been conducted. Municipalities conduct them on their own or with the help of external agencies. In certain cases, a survey is partially financed by the " The authors state that assigning tasks was problematic, because it was not possible to use experience and findings from research previously conducted on that subject as a starting point Univ. Hradec Králové, Dept. of Soc. (2010). With regard to the fact that the above mentioned studies showed to be insufficient for needs of the Municipality office of the town Pardubice, the application of classic marketing research was designed for given conditions. This application regards the current situation of authorities, and also the currently necessary quality and clarity of web pages, the way of social networks communication, the option of electronic ordering and further specificities based on current situation and needs of the office.
Methods
During work on this paper, sources of literature were investigated using an applied method. The analysis of these sources predominantly focused on projects conducted in the EU and, more specifically, research applied to the conditions of the Czech Republic. Specific surveys, which had been concerned with investigating citizen satisfaction with various levels of public administration, were compared by the method of comparative analysis.
As no current methodology that could be used for verification of citizens' satisfaction with the municipality was found, the application of marketing research methodology used by companies was proposed, Kozel (2006) . This one provides the sufficient space for use also by the municipality. The authors of the text proposed the research method for specific environment of municipalities and the questionnaire structure. It was based on own previous research made among students. The proposed method was specified in detail by requirements of the secretary of the Municipal office of the town Pardubice.
The questionnaire was divided in 7 section. Two are focused on the work of officers and the office environment, one monitored the way of communication between citizens and the office, and the electronic communication of the office (web pages, Facebook profile). In addition, the satisfaction with opening hours and the transport possibilities to reach the office were evaluated. The last section gathered the identification data of respondents. The character of questions was open, closed, half-open as well as there were series of responses.
Evaluation of this questionnaire was conducted using quantitative analysis, which illustrates the distribution of opinions within the overall number of answers. This is a statistical expression of the respondents' answers. The judgmental sampling method with the use of quotas was used for sample selection.
In order to verify the collected data validity the comparison with two similar researches, of which the focus was partially similar to the research by authors of the text at least, was performed. The comparison mainly monitored the verification how they were gathered and presented (organisation of data collection, analysis and evaluation).This procedure was verified by a quantitative survey intended to contribute to questionnaire data collection techniques for evaluating citizen satisfaction with selected government agencies of the Statutory City of Pardubice. The data of administrative district of Pardubice, according to the Czech statistical office, were used to define the basic set. Over the course of the survey, 262 respondents completed the questionnaire, which amounts to 0.7% of the basic sample.
3 An example of applying and proposing a procedure for a citizen satisfaction survey One of the primary goals of this paper is to a concrete survey of citizen/client satisfaction of government agencies and to propose an appropriate procedure for facilitating a similar survey. The project researching citizen satisfaction with the City of Pardubice Municipal Authorities was created for this specific purpose Kantorová (2014) . The methodologic approach is continuously applied in the text, according to Kozel (2006) 
The research start and the summary analysis of the situation
The first step in research starting consists in definition of issues and in targets determination. In case of application in Pardubice the municipality secretary defined two needs: to get data on citizens' satisfaction with municipality services and the possibility to compare the service provision within particular offices of the municipality (so-called internal benchmarking).
The survey was also preceded by an analysis of the situation. As part of the preliminary research, it was determined that selected students from the University of Pardubice, aged 22-25, visit government agencies most frequently for the following reasons: submitting tax returns and paying fees for the removal of communal waste. Only roughly 25% of the 60 questioned had visited the office in the last two years. On the basis of a managed interview with a representative of the Statutory City of Pardubice, it was verified that people visit the office with various frequency at various phases in their lives. From the results of the preliminary research, it is clear that it is not possible to consider all citizens living in the given region as the basic sample for the given survey (see 3.2) . The project by the Sociology Department of University in Hradec Králové showed similar results (2010).
Research planning
The importance of plan consists in determination of way how to reach the research targets and how to evaluate the particular steps achievements. Thus the faster progress of the whole research project can be ensured. When applied in Pardubice, the following plan was defined: The first stage shall define the way of data collection, the sample size based on the original set and on project possibilities (for example the interviewers' capacity). The second stage proposes and defines the questionnaire and provides training for interviewers. The third stage included the data collection during 2 weeks. The last stage processed, evaluated and presented data to representatives of the municipality office. The whole plan duration was defined for 3 months and the resolvers team members´ responsibilities for each stage were defined. The plan fulfilment was continuously monitored. No serious deadline breach occurred.
Defining the basic sample
Defining the basic sample and creating a sample while mapping service quality is accompanied by a number of complications. When there is a diversity of agendas, it is impossible to establish a basic sample using a simple method. Certain government services are used by nearly all residents of the district and others only by a limited constituency Ryšavý (2009) . The goal of the survey thus conceived was to determine the satisfaction of visitors to the Pardubice Municipal Authority's government agencies; therefore, it is possible to consider the basic sample to be all citizens that visited any of the six city agencies in the last 2 years, i.e. those having relatively recent experience. As the city agencies do not record the number of visitors, it was necessary to determine the basic sample on the basis of other available data.
By Dec. 31, 2012, there were 107,948 residents over 15 years old registered in the district of Pardubice; of these, 52,484 were men and 55,464 were women ČSÚ (2013). In addition to the previously mentioned summary analysis of the situation, it was possible for the paper's authors to use the results of the HK project when defining the basic sample. From the sample of 534 respondents, 43% had been in contact with regional government agencies in the past five years. Preliminary research demonstrated that there had been 25% active experience with the office in the past two years (see 3.1.). On the basis of the previously listed data, it is possible to estimate that not more than 43% of the residents of the district of Pardubice older than 15 yrs. comprise the basic sample for the given survey. This includes 46,418 citizens with a gender distribution of roughly 50%.
Determining research sample
Over the course of the survey, 262 respondents completed the questionnaire, which amounts to 0.7% of the basic sample. In order to determine the structure of the sample, it is possible to proceed in a number of ways. If the group has known key traits, it is possible to use them for quota sampling of the sample and to continue to proceed either on the basis of probability sampling or judgmental sampling. Another possibility is to leave out the step of quota sampling. The law concerning protection of personal data does not allow the systematic creation of a database of citizens visiting government offices with information about their age, gender, or education. Because of this, it is not possible to precisely establish quotas for assembling a sample of respondents in this way. Neither is it possible to proceed from statistical data of the demographic structure of the region. Despite the given limitations, it was possible to establish two quotas for this survey -the rough division of gender at 50% and division on the basis of an estimation of how frequently individual offices are visited. The survey was conducted such that the number of respondents from each government office corresponded roughly to its rate of visitation. The proposed size of research sample was 250 -270 respondents which is approximately 0,7 % of the basic set.
Data collection method
In case of offices it is possible to choose the qualitative research -using the specialised interviewers who perform the deep interviews with limited number of respondents, and the quantitative research. Whereas it can be performed by personal, phone, written or electronic interviewing. The method chosen for this survey was quantitative data collection in the form of a personal questionnaire. Over the course of 14 days, previously trained students from the Faculty of Economics and Administration of University of Pardubice spoke with citizens on site at six agencies and personally questioned them about heir satisfaction. A test of the validity of the acquired data was included as part of the questionnaire. In a number of cases, the visitors were approached while already waiting, the goal being to subsequently finish the questionnaire on their exit. This method proved to be entirely unfeasible (certain respondents were unwilling to complete the questionnaire after taking care of their business). It is recommended that visitors should be approached only as they are leaving.
Analysis and interpretation of results
It is suitable to use the computer technology for data processing. The use of Google documents can be the effective for the transfer of questionnaires in electronic form. This shall ensure their summary organisation and possibility to transfer them in Excel program. Thus collected data can be further classified, treated using basic statistical methods and prepared for presentation of resulting outputs in form of graphs and tables.The survey that took place at the offices of the Pardubice City Authorities introduced data that it is possible to use for improving services and increasing satisfaction of citizens using these offices Kantorová (2014) . Only the respondents' identifying data and certain results able to help other government agencies when making decisions about which areas to submit to a similar survey have been selected for this paper on account of the survey's extensive results. At the same time, the published results can help with a general comparison of data acquired from surveying in other municipalities. In case of interest in other results (i.e benchmarking), it is possible to contact the paper's authors.
The data acquired from the questionnaire was processed in the spreadsheet program MS Excel, similarly to the HK project (see 3.1.). The answers were checked for completeness and basic descriptive statistics were conducted. Regarding the type of data, it was not necessary to resolve any influence on results by conceivable outliers. Absolute and relative frequencies for individual questions were calculated only for relevant answers. Irrelevant (incomplete and ambiguous) answers were not included in the calculations. Outputs were achieved using tables, graphs, and contingency tables.
The sample
Respondents were approached randomly over the agencies' entire work day. Fig. 1 depicts the respondent sample. Survey results 79% of respondents left the agency having resolved their concern. When determining satisfaction with speed of resolution, 40% were very satisfied, 37% satisfied, and 23% somewhat dissatisfied. The questionnaire also evaluated the agency worker's degree of professionalism, how active their approach was, their interest in the client, and whether the communication was understandable. Most of the respondents expressed satisfaction. 7% of them expressed predominant dissatisfaction with professionalism and how understandable the communication was; 15% were dissatisfied with the degree of active approach and interest.
The survey was also focused on determining satisfaction with the agencies' accessibility, opening hours, and appointment system. Of the respondents, 23% used the option of making an appointment in advance, and 73% were satisfied with the appointment system. Dissatisfaction with the opening hours was expressed by 13% of those questioned, although 34% used the extended opening hours. When questioned about which day they would prefer for longer opening hours, the majority did not have a preference. It is interesting to observe the ways that citizens ascertain necessary information. Fig. 2 clearly depicts the prevalence of using the Internet over the option of asking someone, calling a government agency, and other options. Table 1 shows the relationship between age and individual methods of ascertaining information. Regarding websites, respondents were satisfied or somewhat satisfied in 82% of the cases. Satisfaction with the clarity of these websites was stated by 74% of those questioned. The city's official Facebook page was visited by 18% of the respondents.
A comparison of the functions that had been monitored and corresponded to individual city government agencies was included in the survey (see Tables 2 and 3 ). Because the reason for the respondent visiting the agency was ascertained, it is possible to observe the degree of satisfaction with the specific agencies' individual departments in detail. When processing the acquired information, it is possible to look for presumed interdependence between the respondents' answers and their identifying traits. In the case of the survey in Pardubice, it seems likely to state a hypothesis regarding a relationship between age and the use of individual modes of communication. It is also possible to further examine the relationship between age and satisfaction with the agency workers' approach, agency facilities, or ease of orientation at the agency offices, etc. This information can help with better understanding the influences contributing to the satisfaction of selected groups of citizens. It is worthwhile to be concerned with such information if an agency is interested in utilizing it. If this is not the case, the result would be a pointless increase in the survey's difficulty and costs. The survey also demonstrated that examining relationships at the level of individual agencies or functions does not, in certain cases, attain a sufficiently relevant value because of the influence of the respondents' dispersion. Observing the relationship between respondents expressing dissatisfaction and the concern that they came to resolve was an example of this. If the goal was to determine relationships at this level of observation, it would be necessary to significantly increase the size of the sample that was investigated. For example, the investigated sample would need to be at least twice as numerous if there were six government agencies.
4
The discussion on methodical proposals and resulting further recommendation for research employee When comparing research focused on similar attributes, it is good to observe what is evaluated and the values attained. For example, the survey of 12 cities taking part in the O and MS project found an overall degree of satisfaction between 80 and 97%. The satisfaction determined for 3 specific attributes (competence, helpfulness or activeness, and agency hours) showed fluctuation within a similar range -not only in the HK project survey but also for the study focused on the Statutory City of Pardubice government agencies.
The data listed point solely to the citizens' monumental satisfaction with the agencies. Individual government agencies need to regularly investigate whether citizen satisfaction is increasing. In order to reach an increase in satisfaction, it is necessary to determine what causes perceived satisfaction or dissatisfaction. Open questions that give respondents space to express the reason for satisfaction or dissatisfaction could help agency workers with this Štainer et al. (2008) .
Concerning the methods used in the individual research projects, there is an opportunity here to state that citizen satisfaction does not result only from personal contact at government agencies. On the basis of the O and MS project, it was determined that contact with the agencies occurs most frequently in the form of personal visits and less frequently by contact via telephone, mail (including email), and the use of websites Štainer et al. (2008) . However, this trend is changing with increasing information literacy and the prospects for resolving concerns connected with government agencies by electronic means. The HK project recorded that 46.5% of respondents visited the region's government offices Univ. Hradec Králové, Dept. of Soc. (2010). The project that took place in Pardubice 4 years later recorded a rate of 58%. In relation to this trend, it will be necessary to include even more questions aimed at electronic forms of contact in the satisfaction survey. It will also be necessary to use a combined method of data collection so that a survey can also include citizens who do not visit the agencies in person, but have been in contact with them in a different way.
It is interesting to examine the question of processing answers resulting from the number of possible variants. The HK project, in the same way as the Pardubice survey, used an even number of answers where the respondents had to lean towards either satisfaction or dissatisfaction. Štainer et al. (2008) stated that, when trying to understand the reasons that lead people to satisfaction or dissatisfaction, it is good to divide the respondent sample into satisfied, dissatisfied, and neutral as equally as possible. Paradoxically, respondents' questions are often divided into two groups -those that evaluated the observed traits positively (a value of 1 or 2) and those that chose numbers 3 through 5. From this, it is clear that the middle (undecided) group was artificially moved into the less satisfied spectrum. However, this does not mean that there is no support for whether it is appropriate to consider the possibility of a neutral answer, i.e."I cannot tell."
It is also necessary to point out the common trend of citizens' increasing unwillingness to react to questionnaires and to try as much as possible to slow down this trend. This is necessary because it is important for local governments to conduct surveys repeatedly, among other reasons. Another reason is the fact that the group of those who refused to answer could decrease the objectivity of the research.
A way of approaching respondents and expressing the importance of their opinion for the further development of the situation in the city can contribute to lower negative reaction to survey participation. Practically, this can also be helped by reducing the length of the questionnaire, paying attention to what has influence on respondents' willingness to cooperate. Determining causes for unwillingness to answer should also be part of the survey. The most frequent reason in the Pardubice satisfaction survey was time limitation, as it was in the case of Cassia (2008) . It can be helpful to enable this group to participate in the survey subsequently (e.g. by an electronic questionnaire) and follow the specific characteristics of this group.
One of the satisfaction survey's sub-goals can be to express interest and opinions of citizens. Ebdon and Franklin (2004) point to the fact that it is necessary to make sure, that citizens do not have the feeling that the opinions they gave in the survey are not valued and utilized. For this reason, it is recommended that a presentation of the information acquired could be given after each survey. Fil´a et al. (2015) state that only 40% of Slovak cities publish the results of local surveys. They most frequently publish on the Internet -mainly via their own websites at 86%, in the local press and at city council meetings at 37.74%, and via bulletins or posters. In the case of the City of Pardubice survey, the city council meeting and local press were used for making the information public.
Conclusion
Municipalities are continually trying to increase the quality of the services they offer and subsequently monitor citizen/client feedback. Currently, a number of methods are used for measuring satisfaction. The research goal is of key importance for a municipality or region when deciding which method to choose to acquire the necessary data. If the goal of the research is to determine satisfaction with the quality of services provided to citizens/clients at agencies of the public authorities, then data for evaluation is predominantly acquired using the method of polling. For this purpose the application of methodical approach was proposed that can be performed at the municipality level (with some modification for regions) in order to verify the satisfaction of citizens/clients with chosen services of the office.
The paper proposes procedures to facilitate similar surveys by local municipalities based on the actual Survey of Client Satisfaction by the Municipal Authorities in the City of Pardubice's Kantorová (2014) . For example, it proposes the incorporation of preliminary research, in which it is possible to determine facts that are significant for better defining survey goals and a more precise determination of the sample. Additionally, the paper demonstrates how to make sure that the sample is representative as early as in the survey planning phase, thereby ensuring the quality of the data acquired. The paper's authors offer practical proposals concerning the procedure for establishing survey goals, the forms of questions (e.g. the number of question variants), the method of data collection, prospects for lowering citizens' unwillingness to participate in the survey taking place. Designing the questionnaire was conceived in a way so that it could be used by other government agencies; it is available from the paper's author upon request. For both this project and the projects that were compared, data processing was conducted using basic descriptive statistics and outputs were produced in the form of tables, graphs, and contingency tables; this is sufficient for the needs of government agencies. Where comparing the survey results of the Pardubice Municipal Authority agencies with the other projects examined was possible, similar results were attained for measuring satisfaction. However, a difference was apparent in the growing trend of using electronic modes of contact with agency workers, which corresponds with the overall tendency towards using computer technology in society, and it confirms that the survey proceeded correctly overall.
This article results in the proposal of marketing research methodology application. This one was verified in the specific research and found by representatives of the town Pardubice as suitable. The representatives of the town showed their interest to repeat this research in the same way after 4 years. Thus the authors of the text consider the target to be fulfilled. The proposal reflects the needs to verify the satisfaction with office of local self-government.
The result of this paper is an application proposal of the marketing methodical survey. For further research, it is recommended that the same questionnaire could be used for other cities, thereby verifying its feasibility and the proposed method in a different environment. At the same time, this would create a prospect for eventual benchmarking between individual municipalities. It would also be possible to examine survey results on various large samples and, with the help of such examination, find an answer to the question of how large a representative sample needs to be, which could significantly save resources in the future. Currently, the paper pointed to the importance of presenting the acquired results in a form suitable for the public, thereby supporting continuing citizen willingness to provide feedback and thus increasing mutual participation in the local municipality.
